AFFACHMENTAINORTH ATTLEBORO GAS COMPANY

SERVICE QUALITY_PLAN
LLUDELNMES
GENERAL

A.—-  Provisons

Thefollowmg prowsons WI|| apply to North Attl eboro Gas Compaﬁvgudetmes-shdl—agply—te

B. Definitions

“Billing Adjusment” shawill mean a revenue--adjusment amount resulting from Departmenta
intervention in abilling dispute between athe Company and aresidential customer.

“Class | Odor Call” shawill mean those cdls that relate to a strong odor of gas throughout a |
household or outdoor area, or a severe odor from a particular area.

“Class 11 Odor Call” saawill mean cdlsinvolving an occasiond or dight odor at an appliance. |

“Company” er-Cempanies—shawill refer to eectrics
otherwise indicatedthe North Attleboro Gas Company.

“Complaint” ssawill mean aforma complaint to the Consumer Divison of the Department wherein |
the Consumer Division creates a systems record with a customer’ s name and address.

“Consumer Divison Cas2’ shawill mean awritten record opened by the Consumer Divison of the |
Department in response to a Complaint that meets the criteria set forth in Section 111.A.
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“Emergency Cdl” shawill mean a telephone cdl where the cdler believes that he or she is |
confronting specid circumstances that might lead to bodily and/or system-related damage if the
circumstances remain unaddressed. Examplesinclude, but are not limited to, downed wires, gas
leaks, and gas odor reports.
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“Logt Work Time Accident Rate’ shawill mean the Incidence Rate of Logt Work Time Injuriesand |
[lIness per 200,000 Employee Hours as defined by the U.S. Department of Labor Bureau of Labor
Statigtics.

“Meter Reading” shawill mean the act of manudly or automaticaly acquiring customer-specific |
usage levels of an energy resource, expressed in numerical units, for a defined period by actudly
consulting the customer’s meter.

“Redtricted Work-Day Rate” shawill mean the Incidence Rate of Restricted Work cases per
200,000 Employee Hours as defined by the U.S. Department of Labor Bureau of Labor Statistics.

“Service Appointment” shawill refer to amutualy agreed upon arrangement for service between
the Company and the customer that specifies the date for the Company’ s personnel to perform a
sarvice activity that requires the presence of the customer at the time of service.
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“Trangmisson and Didribution Revenues’ shawill mean revenues collected through the base
rates of the Companyatranrsmission-and-disiribution-cormpany-.

“Unaccounted-for Gas’ shawill mean the reduction in the quantity of natural gas flowing through
apipeine that results from leaks, venting, and other physical and operationa circumstances on a
pipdine system. Unaccounted-for Gas is also referred to asaline loss. |

“Year” shawill mean caendar year unless otherwise noted. |

C. Benchmarking

The higtorica average and standard deviation for benchmarking will be based on the ten most
recent years worth of data for eachthe Company. Thiswill be afixed average for the duration of
the PBRsarvice-qudity plan Where ten years worth of information is not available to the a-specific
Company, the Company is-directed-tewill use the maximum number of years of data available, 0
long as three years are available. As the Company collects additional data, that data will be
included in benchmarking until ten years worth of datais collected.
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A.—  Tdephone Sarvice Factor

[For Future Application]

B. Sarvice Appointments Met As Scheduled

The Each-Company shaliwill gather data and report satistics regarding the number of service cdls |
met on the same day requested, excluding when a customer misses a mutually-agreed upon time.
The -Each-Company shalwill report the percentage of scheduled service appointments met by
Company personnd on the same day requested. Service gppointment data shatwill be compiled
and aggregated monthly. Reporting shaiwill occur annualy. The reports shaiwill be submitted in
accordance with Section V111 below.

Service Appointments Met As Scheduled shaiwill be a performance measure subject to arevenue
pendty.

C-  OnCydeMeter Readings |

EaechThe Company shaliwill gather data and report statistics for the percentage of metersthat are
actudly read by the Company, monthly. EachThe Company shaiwill report the percentage of
cusomer meters actudly read on amonthly basis. Eligible meters will include both residentid and
commercia accounts. Meter reading data shalwill be compiled and aggregated monthly.
Reporting shatiwill occur annudly. The reports saatiwill be submitted in accordance with Section
VIl below.

On-cycle Meter Reading shaiwill be a performance measure subject to arevenue penalty.

CUSTOMER SATISFACTION MEASURES |

A. Consumer Divison Cases

Cusgtomer complaints shaiwill be categorized as a Consumer Divison Case where a written record |
is opened by the Consumer Divison using the following criteria

(@D} the individua making the Complaint provides his or her identity to the Consumer Divison
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andis ether a(a) current, prospective, or former customer of the Company-against-which
S 2y, or (b) designee of the current, prospective, or

former customer of the Company;

2 the individual or his’her designee has contacted the Company from-which-the-cugomer
recalves digribution-serviee-prior to lodging a Complaint with the Department;

3 the Department’s investigator cannot resolve the Complaint without contacting the
Company to obtain more information;

4 the matter involves an issue or issues over which the Department typicaly exercises
jurisdiction; and

) the matter involves an issue or issues over which the Company has control.

Consumer complaint deta and billing adjusment data shatiwill be employed as service qudity
measures.  The Department will compile and aggregate monthly the frequency of Consumer
complants. The Department dso will compile and aggregate monthly the dollar amounts of Billing
Adjusments. The Department will report data on both of these measures annualy. —-The
Department will offer company-speciic-to meetings to discuss eackthe Company’ s performance
annudly.

Revenue pendties shaliwill apply to each of these measures.

B. Billing Adjusments

The Department will compile and aggregate monthly the dollar amount of resdentid Billing
Adjustments per 1,000 resdentiad customers. The Department will provide such data to eachthe |
Company on an annud basis. Upon request of the Company, the Department may conduct a

cormpany-speciic-meeting to discuss the Company’ s performance. |

C.—-  Consumer Surveys |

EaechThe Company shaliwill provide the results of two surveys to the Department on an annud |
bass (1) a cusomer satisfaction survey of a datisticaly representative sample of resdentia
customers, and (2) a survey of cusomers randomly sdlected from those customers who have
contacted the Company’ s customer service department within the year in which service is being
measured. The representative sample shaiwill be newly drawn from customers contacting the
Company’ s customer service areain the year previous and shaiwill be conducted with a sample
of respondents who are redialed after having concluded a contact with the Company’ s customer
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sarvicearea. Thesurveys, if conducted interndly, saaiwill be pre-approved by the Department |
regarding the method and customer questions.

For the resdentiad customer satisfaction survey, the following question shaliwill be used: “Using a |
scadewhere 1 = very dissatidfied and 7 = very satisfied; how satisfied are you with the service you
arerecaiving from Cempany-nameNorth Attleboro Gas Company?’ -For the customer-specific
survey, the following question shaaiwill be used: “Using ascale where 1 = very dissatisfied and 7
= very stisfied; how satisfied were you with the service you recaived from the customer service
department of North Attleboro Gas CompanySempany-Name?’ |

EachThe Company shalwill report the results of these surveys to the Department on an annud basis
as specified in Section V111 and shaiwill include the results from the previous years of the survey
up to amaximum of ten years. No benchmarks shalwill be caculated for these survey measures,
becauise no revenue pendty mechanism has been assigned to these measures.

STAFFING LEVEL BENCHMARK
Saffing benchmarks will be established, where applicable, en-a-company-specific-bassand will

be determined by the then-exigting collective bargaining agreement for eachthe Company.
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Vi

B——Regponse to Odor Calls

Each-gesdigributionThe Company shallwill respond to 95 percent of al Class| and Class 11 odor
cdlsin onehour or less. Response to Odor Calls shalwill be a performance measure subject to
arevenue pendty in Section VI.




North Attleboro Gas Company Page 9

VIt—

BC. Logt Work Time Accident Rate |

EachThe Company saewill measure annudly its Lost Work Time Accident Rate. The Logt Work
TimeAccident Rate saiwill be a performance measure subject to arevenue pendty in Section VI

REVENUE PENALTIESAND PENALTY OFFSETS |

A. Applicability

The revenue pendty for the performance measures set forth in above in Sections 11, 111, and V,
except for Section VA, shaiwill be determined in accordance with the pendty formulain Section
VI1.B. If athe Company’s annud performance for a performance measure fals within or is equa
to one standard deviation from the benchmark, no revenue penaty nor pendty offset shalwill be
imposed for that measure. If athe Company’s annual performance for a measure exceeds one
gandard deviation up to two standard deviations (to the closest tenth of adecima point) abovethe
benchmark, it will be subject to the revenue pendty shown in Section VI.B.

If athe Company’s annua performance for a performance measure exceeds two standard |
deviations above the benchmark in any year, then the Department may open aformd investigation
as to the reasons for the Company’ s poor performance.

Pendlty offsets are cdculated in asmilar fashion to revenue pendties. If athe Company’s annua |
performance for a performance measure fdls within or is equd to one sandard deviation below the
benchmark, no revenue offset isachieved. If athe Company’s annua performance is below one |
gtandard deviation (to the closest tenth of a decimd point) below the benchmark, it will earn a
pendty offset. If the Company fdls below two standard deviations in performance, the pendty
offset is capped at the level associated with two standard deviations.

Pendty offsets maywill erly-be used only to offset revenue pendties. Pendty offsets have no vaue |
other than to offsat revenue pendties. Penaty offsets acquired on any performance measure
maywill be used to offset revenue pendties on any other performance measure. |

The revenue pendty for Section V.A sadhwill be determined in accordance with the pendty formula
in Section VI.C. If athe Company’s annud performance for this measure equas or fals below 91
percent, then the Department may open aformd investigation as to the reasons for the Company’'s
poor performance.
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B. Pendty and Pendlty Offset Formulas

The revenue pendty formulafor dl performance measures (except for the measurein Section V.A)
shakiwill be:

Penaltyy = [0.25* ( Observed Result - Higtorical Average R&sult)z]* Maximum Pendty
Standard Devidtion

If: (Observed Reault - Higtorica Average Reeult) isapodgtive vaue

The offset pendty formulafor al performance measures (except for the measure in Section V.A)
shaliwill be: |

Offsety = [0.25* (Observed Result - Historical Average Result)?]* Maximum Offset
Standard Deviation

If: (Observed Result - Historical Average Result) is anegative vaue.
Where:

Pendtyy = revenue pendty gpplied to performance measure M;

Offsety = pendty offset gpplied to performance measure M;

Observed Result = the average actual performance measure achieved in yeary, rounded to the
gpplicable decimd place as pecified for each measure in Section VII. A; |
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H
Higtoricad Average Result = the average historica actud result, based on an arithmetic average of
the previous years, « of historic data, rounded to the applicable decimal place as specified for eech
benchmark in Section VII. B;
Standard Deviation = standard deviation of the historical average result; and
Maximum Pendlty = (PCLy)* (AR*0.02)
Maximum Offset = (PCLy)* (AR*0.02)

Where:

PCLy = Peformance category ligbility for the measure expressed as a percentage
(derived from Section VI. D); and

AR = Annud Transmisson and Didribution Revenues of a Company for the
gpplicable year.

C. Penalty Formulafor Class| and Class || Odor Cals

The revenue pendty formulafor the performance measure set forth in Section V. A shaiwill be: |
Class| and 11 Odor Cdl Pendty = Pendty Factor* Maximum Pendty

Where:
Penalty Factor is derived from Table PF, below:

Table PF
Penalty
Factor Cdculation
25 when PP-OR = 1 percent
.50 when PP-OR = 2 percent

75 when PP-OR = 3 percent
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1.00 when PP-OR = 4 percent or more

Where:

PP = 95 percent Fixed Target Benchmark

OR = Observed percentage of Class| and Class || Odor

Cdls actudly responded to within 60 minutes achieved in

year,, rounded to the nearest percentage point; and
Maximum Penaty = (PCL)* (AR*0.02)

Where:

PCL = Performance category ligbility for the Class| & Il Odor Cdls
measure expressed as a percentage (derived from Section V1. D); and

AR = Annud Transmisson and Digribution Revenues of a Company
for the applicable year.

D. Apportionment of Pendty Among Performance Measures

Revenue pendties shaliwill be gpportioned among the various performance measures as follows: |

Safety and Reliability
AlD

Class| & Il Odor Cdls 45.0 percent-{gas-digribution-companiesonhy)
Lost Work-Time Accident Rate 10.0 percent

Customer Service and Billing

Telephone Answering Rate 12.5 percent
Service Appointments Met 12.5 percent
On-Cycle Meter Readings 10.0 percent

Consumer Divison Sidics
Consumer Divison Cases 5.0 percent
Billing Adjusments 5.0 percent
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VIlt.— REPORTING REQUIREMENTS

A. Rdiahility, Line Loss, and Safety Indices and Rates

EachThe Company shaliwill report on an annua basis the SAHDL-SAHEL-CAIDE-LLost Work
Time Accident Rate, Electric Digribution e Less-Unaccounted-for Gas, Restricted Work-Day
Rate, and-damage-to-company-property—and percentage of al Class | and Class Il odor cdls
responded in one hour or less. These reports shaiwill be submitted in accordance with Section
VIl below.

The Lost Work Time Accident Rate shaiwill be reported to the nearest 100™ of an accident.
Restricted Work-Day Rate saaiwill be reported to the nearest 100" of a case. -Electric Distribution
Line Loss shall-be reported-to-the-Rearest- 10™-of-a-percentage-point— Unaccounted-for Gas
shaliwill be reported to the nearest 100™ of a percentage point. The Consumer and Billing
Measures shaiwill be reported to the nearest 10™ of a percentage point. The Class| and Class||
odor calls shaiwill be reported to the nearest percentage point.
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CB. Benchmarks |

EachThe Company shaiwill provide the supportmg cacul atlons that were used in determi nmg the
standard and benchmark values.

;I:QQQ“"—ef—arFeperted—eutege The Lost Work Time Acdident Rate shaliwill be reported to the
nearest 100" of an accident. The Consumer and Billing standards shaiwill be reported to the
nearest 10" of a percentage point. The reports shatiwill be submitted in accordance with Section
VIl below.

EaehThe Company shatwill report on an annual basis the Lost Work Time Accident Rate and |
the Consumer and B|II|ng performance standards and bendmarks that were determined in

CE.  Capita Expenditure Information |

EachThe Company shaiwill report on an annual basis the capitd investment gpproved and capital |
investment completed in the company’s transmission and digtribution infrastructure to ensure
delivery of reiable dectricity and gas. This report shaiwill include a ligt of its mgor capital |
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investment projects thet reae to maintain transmisson and didtribution reliability and a summary
description of each project. The summary saaiwill incdlude alist and location of each trangmisson |
and digtribution facility that was modified, upgraded, replaced, and/or constructed as well asthe
costs and scope of work involved in the facility modification, upgrade, replacement, and/or
congruction.

EachThe Company shalwill report the same capita expenditure data from the ter-most recent years
available up to amaximum of ten yearsin the same fashion as in the previous paragraph. -The data
shalwill be provided in each company’ sfirst annua report.

The reports shaiwill be submitted in accordance with Section VI below.

DE.  Spare Component and Acguisition Inventory Policy and Practice

EachiThe Company shaiwill report on an annud basis its palicy for identifying, acquiring, and
socking critical spare components for its digribution and transmisson sysem. EachThe
Company’ s first annua report saaiwill address how this policy has changed or evolved over the
past 10 years. The reports shaiwill be submitted in accordance with Section VI below.
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{E. Other Safety Performance Measures

In compliance with the requirements of G.L. c. 164, § 95, eackthe Company shahiwill report
within a 24-hour period of an accident the following information:

@ time and date of incident;

2 time and date of the notice to the Department;

3 location of the incident;

4 adetalled description of the accident including information about fatdities, injuries,
fecilities and third-party property damage; and

) the name and telephone number of a utility employee who may be contacted about
the accident.
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XV~ SUBMITTING ANNUAL REPORTSTO THE DEPARTMENT

The annud reports described previoudy shghiwill be submitted to the Department by March 1 of
each year reflecting the data from the previous year(s) and shaiwill be submitted in the following
manner:

A. the origind to Secretary, Department of Telecommunications and Energy, One South
Station, Boston, Massachusetts 02110;

B. one copy to the Electric PowerGas Divison Director, Department of Telecommunications
and Energy, One South Station, Boston, Massachusetts 02110;

C. one copy to the Rates and Revenues Divison Director, Department of Telecommunications
and Energy, One South Station, Boston, Massachusetts, 02110;

D. one copy of the report to the Consumer Divison Director, Department of
Telecommunications and Energy, One South Station, Boston Massachusetts 02110; and

E———an dectronic copy of the report to the Department, by one of two means:

_(2) by email attachment to dte.efiling@statema.us; or (2) on a3.5” floppy ————diskette,
IBM-competible format to the Director of Electric-PowerGas Divison, Department of
Teecommunications and Energy, One South Station, Boston Massachusetts 02110. -The
text of the emall or the diskette label mugwill specify: (1) an eadly identifigble case
caption; (2) docket number; (3) name of the person or Company submitting thefiling, and
(4) a brief descriptive title of document (e.9., comments or petition to intervene). The
dectronic filing shedld-alsawill include the name, title and phone number of a person to
contact in the event of questions about the filing. Text responses shedlebwill be written in
ether Word Perfect (naming the document with a™.wpd" suffix) or in Microsoft Word,
(naming the document with a*“.doc” suffix). Data or Soreadsheet responses should be
compatible with Microsoft Excdl.
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X-

Xt

SUBMITTING OUTAGE AND OTHER SAFETY PERFORMANCE MEASURE |
REPORTS TO THE DEPARTMENT

The reports required by thesee standardsplan shaiwill be submitted to the Department in the |
following manner:

A. on-line through a Department-secured website. If website accessis unavailable, then an
electronic copy of the report shaiwill be submitted to the Department, by using one of the |
following methods. (1) by e-mail attachment to dte.efiling@statema.us; or (2) ona3.5"
floppy diskette, IBM-compatible formét, to the Director of the Electric PoweGas Divison, |
Department of Telecommunications and Energy, One South Station, Boston Massachusetts
02110. The text of the emall or the diskette label muswill specify: (1) an essly |
identifiable case caption; (2) docket number; (3) name of the person or Company
submitting thefiling, and (4) abrief descriptivetitle of document (e.g., comments or petition
to intervene). The dectronic filing sheukawill also incdude the name, title and phone number
of aperson to contact in the event of questions about the filing. Text responses shediawill
be written in either Word Perfect (naming the document with a ".wpd" suffix) or in
Microsoft Word, (naming the document with a “.doc” suffix). Data or spreadsheet
responses sheukdwill be compatible with Microsoft Excd; and, |

B. one copy of the report submitted to the Consumer Division Director, Department of
Telecommunications and Energy, One South Station, Boston Massachusetts 02110.

—BILLING - INFORMATION |

Each- The Company is-directed-towill submit language, for approva by the Department, to be— |
placed on the back sde of customer hills, which natifies cusomers of (a) their ahility to contact the
Department regarding service qudity complaints or questions, and (b) the Department’ s website
address (www.magnet.state. ma.us/dpu).
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